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Background

The work undertaken by the contractor, Urban Challenge, was framed by two objectives:

1. Overall object of the Capacity Building Infrastructure Strategy (CBIS) programme to improve the way the community and voluntary sector infrastructure provides services within the context of long term sustainable funding
2. to undertake a piece of research in consultation techniques and to look at defining a staff post, to implement the tools and also to network with the Voluntary and Community Sector in Lincolnshire.
The Lincolnshire Voluntary Sector Consortium was formed from existing/emerging structures, in response to the need for a voluntary sector infrastructure driven framework to respond to the development issues and actions required from the Capacity Building Infrastructure Strategy.

From February to September 2004, the consortium has been involved with the ‘early spend’ process of CBIS, which has included Exemplar projects.

The need to identify appropriate consultation tools for Lincolnshire and to define a staff post to undertake networking, support and to help to deliver the recommended consultation tools for the Voluntary and Community Sector in Lincolnshire was designated as an Exemplar project and Urban Challenge tendered for the work within the approved guidelines from the consortium.

Urban Challenge is a community and voluntary sector infrastructure organisation, operating in Lincoln. The work undertaken includes: classic CVS delivery (Urban Challenge is an associate member of NACVS); community economic development; social enterprise support; healthy living project; Food Co-operatives; Community Empowerment Network for the Lincoln Local Strategic Partnership; Volunteer Bureau.

Lincolnshire has a wide and diverse voluntary and community sector. In general the voluntary and community sector operates in areas such as:

· Advice and Information

· Advocacy

· Arts and Media

· Community Development

· Community Safety

· Counselling and Rehabilitation

· Cultural and Faith-based Activities

· Economic Development

· Health and Social Care

· Housing

· International Development

· Lobbying and Campaigning

· Sports and Exercise

· Training and Education

· Transport

The voluntary and community sector plays a huge part in the services that Lincolnshire as a whole can access, in some cases these are additional to those that the local authorities provide, but are seen as indispensable by the users in the county. Without the voluntary and community sector providing such essential service to the county, many people’s quality of life would suffer as a consequence of their demise. As the Voluntary and Community sector is integral to countless residents of Lincolnshire, the sector would benefit most definitely from the services and advice that Voluntary and Community Sector Forums offer, in other areas of the country (Informal source). 

It has been noted that there are no specific forums in Lincolnshire that take on the lead ‘voice’ for the entire range of the Voluntary and Community Sector, there are many small organisations and various forums that try to take on the role of that of a Voluntary Sector Forum, such as the work of VOCAL (which has its own membership) in the county, but at present there appears not to be any other such forum. 

Though conducting research for this project, it is apparent that there are many community and voluntary sector forums that are extremely pro-active in many areas across the UK. The benefits to the sector that these forums offer are illustrated in the two examples, picked at random of the Cornwall Voluntary Sector Forum and Brighton and Hove Voluntary Sector Forum. 


Cornwall is a predominantly rural area, not unlike Lincolnshire and has traditionally experienced all the problems associated with rural isolation. In order to combat these problems, organisations in Cornwall felt the need to come together to share problems and resolutions, to gain information and to present themselves with a united voice for the sector when communicating with statutory agencies.

The Cornwall Voluntary Sector Forum (VSF) was established in 1994. It had an original membership of 13 organisations. By 1998 there were 66 members and the workload had greatly expanded, so that a working party was set up which made a successful bid to the Community Fund for the “VSF Development Project”. In June 2001, the Lloyd’s TSB Foundation for England and Wales awarded a three-year grant towards running costs of the Voluntary Sector Forum Network Projects. This complimented a further successful bid to the Community Fund for Project Officer salaries for two full-time paid staff and core costs, to run for three years from October 2001.

The VSF is now largely recognised by: Voluntary and Community organisations in the County as one voice for the Sector; County and District Councils as a key point of contact for the Sector; regional and national organisations as an effective conduit for liaison with the Sector in Cornwall.

The Voluntary Sector Forum Network Project’s mission is to provide effective and quality training, advice, representation and infrastructure support to the Voluntary and Community Sector in Cornwall, so that the Voluntary Sector Forum is acknowledged as the primary focus for such work in the County. 

The VSF provides six Network Projects, which are: Advisory Network, Communication Network, Compact Network, Infrastructure Network, Representation Network, and Training Network. By providing these Networks to the Voluntary and Community Sector in Cornwall the project aims to:


· Ensure the provision of CVS style support services to VCO's in Cornwall;

·  Enable ease of access to information relevant to the development of the sector;

· Provide a mechanism for appointing representatives to key partnerships to give voice to the sector's perspective and to inform members of key developments;

· Develop training mechanisms to meet the needs of the sector and develop its professional training infrastructure;

· Create a successful Compact style of working to facilitate communication between the Sector and key partner agencies;

· Provide first level advice and signposting services to the sector. 

In order for the Voluntary Sector Forum to be effective and efficient it relies on key workers to pull the networks together and to make sure that the correct communication, consultation and support is given to the Community and Voluntary sector in Cornwall. 

The Brighton and Hove, Community and Voluntary Sector Forum are a membership-led organisation open to all community and voluntary organisations in Brighton & Hove.  In October 1997 Brighton and Hove Regeneration Partnership discussed and agreed that the new Brighton and Hove CVS, should summit a bid and take responsibility for a project called Partnership Development Project. The aim of the project was to; build the capacity and strengths of the voluntary and community sectors in Brighton and Hove to more effectively participate, and become involved in the long-term planning and policy development around regeneration initiatives. A range of mechanisms were to be use to maximise opportunities for contributing to regeneration including the development of a Voluntary/Community Sector Forum.

In 1999 the CVS made a request for additional SRB3 funding to enable the continued employment of the Project Development Worker and the administrator and was agreed. In February 1999 an extensive advertising campaign was launched for the VSF, through post cards, mailing lists, and networks. The first meeting of the Brighton and Hove Voluntary Sector Forum was held on March 10th 1999. Thereafter Forum meetings were held quarterly. The first Forum was attended by around 75 organisations, some of which are umbrella groups. 

In April 1999 the Voluntary Sector Forum adopted its own aims and objectives, after a survey of members. In November 1999 the Business Management Group decided to go to the membership of the Voluntary Sector Forum, about whether they should continue as a CVS Project or seek independence. The members of the Voluntary Sector Forum voted and opted for independence. A transition period was agreed with the CVS and the Regeneration Team was made aware of the activities.

The following sets out the aims of the Community and Voluntary Sector Forum and the methodology applied in order to achieve these goals.   

Aims  

· To bring together people from community & voluntary organisations to share skills, information, experience, good practice, resources and to work collectively on issues of common and minority interest as identified by its members 

· To campaign, promote and develop new ways of communicating & working with public and private sectors, which ensures the collective views of the Community & Voluntary Sector are considered, influence and affect planning and policy decisions  

Methodology 
· The Forum works with people from community & voluntary organisations in ways which aim to help them have greater influence over the decisions that affect their lives and to come together with others to devise solutions to common problems.   
· By enabling people to share their skills and knowledge, our work promotes learning through informal and social education.  We aim to help people make connections between their own lives and wider policy issues through a cycle of action, reflection and learning.   

· We work on the basis that collective action is more influential than a series of single voices and that co-operation between people generates a shared strength through a pooling of energy, ideas and resources. 

The Forum's Services
The VSF’s directory of members now lists contact information for over 300 local groups, for which they provide space to meet and exchange ideas, information and good practice, while providing a range of information services including a library with a free, fast Internet connection. The quarterly conferences that the VSF hold and Dialogue magazine form a core part of Brighton and Hove, VSF service, but they also provide support to local networks, undertake campaigns and enable representation through participation in consultations and election of representatives to strategic partnerships across the city.


There seems to be a wide gap between Lincolnshire’s Voluntary Sector Forums and that of VSF’s mentioned above. The examples of the above forums seem to be well ahead in terms of development and services that are offered to and between the organisations. Such Forums in Lincolnshire could be considered as an essential tool for the Voluntary and Community Sector, in order to share skills, problems and resolutions, good practice and work collectively. Also to campaign and develop new ways of communicating & working with public and private sectors, which ensures that the collective views of the voluntary and Community Sector are considered, while also affecting and influencing policy and planning decisions. The development of such a forum for the entire Voluntary and Community Sector could help to fill the gap that exists in the sector for Lincolnshire. 

Outlined below are some recommendations if the decision were made to achieve similar results to that of the other Voluntary and Community Sector Forums in the UK.

As we have seen, nothing in this exact from is in existence in Lincolnshire but there are however, current developments in infrastructure and individual organisations that could embrace this type of service. A Voluntary and Community Sector Forum for Lincolnshire could be developed from the existing Voluntary and Community Sector infrastructure support type forums that presently exist in Lincolnshire, for example VOCAL.  

In order to undertake this task, it would be necessary to employ a full time person; to develop the forum, establish it as an independent organisation with a constitution and open the membership to the entire Voluntary and Community Sector in Lincolnshire.

It may be possible with a new constitution that the proposed Voluntary and Community Sector Forum for Lincolnshire (VCSF4Lincs), may apply for funding to rent office space for a development worker. However, for the early development stage of a VCSF4Lincs, this may not be necessary. The worker could be based in one of many Voluntary and Community infrastructure organisations in Lincolnshire. 

The aims of the VCSF4Lincs would have to be decided by the member organisations of the Forum, but below are a few recommendations, that may be worthwhile considering. Many of these originate from other VSF’s in the UK.

It is important that the activities of the forum meet the needs and expectations of the members (Voluntary and Community sector organisations). Therefore it is proposed that the Forum should support & be accountable to the Community & Voluntary Sector & will clearly explain any mechanisms in place. The Forum should also work towards meeting its aims through co-operative partnership, as both a principle & a description of the practice forum should be owned.

Main Aims:

· To bring together people from community & voluntary organisations to share skills, information, experience, good practice, resources and to work collectively on issues of common and minority interest as identified by its members 

· To campaign, promote and develop new ways of communicating & working with public and private sectors, which ensures the collective views of the Community & Voluntary Sector are considered, influence and affect planning and policy decisions

· To support and implement consultation methods for the Voluntary and Community Sector across Lincolnshire

The activities of the VCSF4Lincs will be to serve the aims and objectives of the forum:

	Activities

	Creation/maintenance/refreshment of an effective database of all voluntary and community sector organisations in Lincolnshire

	Organise/develop Voluntary Sector Forum membership for the whole county

	Develop and update web-based forum for exchange of information, opinion and discussion, especially that relevant to the development of the sector. 

	Develop non-electronic means of dissemination and consultation (newsletters, meetings and visits)

	Develop and maintain library of information, a library index

	Promote events aimed at information exchange and joint working

	Update members and promote member services (visits and meetings)

	To develop collective views from all areas of the sector

	To Develop ways of sharing of experience, good practice, skills and resources, through the website, training and meetings etc

	Support networks within the Community & Voluntary Sector

	Ensure that the Community & Voluntary Sector's strengths, potential and needs are known, resourced and employed in regeneration and related bids and programmes

	Participate with other sectors in building their capacity to work together

	Provide representation and active participation on relevant strategic partnerships, and to work with the Public and Private Sectors.

	To co-ordinate consultation work in the county, to make sure there is no duplication and consultation results can be shared with other members of the forum. 

	Facilitate consultation with the Community & Voluntary Sector

	To form a consultation reference group for the county, to share best practice, skills and to inform how best to consult with particular groups and provide feedback.


Membership Benefits and Services

· Members will be able to access information relevant to their sector of operation.

· They will identify opportunities for sharing good practice and learning experiences.

· They will meet and understand others engaged.

· Their views will be expressed in strategic policy forums.
· Linkages to regional and national Voluntary Sector Forums, therefore widening effectiveness.
· They will also be able to access consultation tools, receive free copies of local consultation work in progress and research into the voluntary and community sector.
· Invitations to consultations held by the Public sector.
It would be the job of the dedicated Forum worker to implement the consultation methods (outlined in the ‘Consultation Tools’ portfolio), seen as the most appropriate for Lincolnshire, to network with and support the Voluntary and Community Sector in Lincolnshire as in the activities table above. 


	Costs for Lead Officer (based on full time post)

	Salary  (for 12 months)

Employer on costs

Equipment

Travel

Employers Liability Insurance

Office accommodation

Development budget
	25,000

3,750

2,000

3,000

500

2,500

3,000

	Total Costs
	39,750


The costs to run the services and the activities mentioned previously are approximated as follows:

	Activity
	Cost

	Website

Library

Newsletter (quarterly)

Non-electronic communication
	6,000

500

5,000

4,000

	Total Costs
	15,500


The costs to employ the use of the various 'Consultation Tools’ will be additional and are outlined in the next section.


Proposal details:

To develop consultancy tools for voluntary and community sector groups for communication of getting messages out to the abundance of organisations in Lincolnshire and to get the messages back in a clear, concise and efficient way.

In doing this it is a good idea to take into account geographical issues and rural isolation, in such an extensive rural area.

The portfolio needs to include:-

· What tools are needed

· How they would work in an extensively rural area

· Time frame for set up

· Costs to set up the tools

· Costs to maintain the tools

Response:

What tools are needed?
Infonnaire market research terminals

Infonnaire is a way of collecting information from the general public within community and rural areas in Lincolnshire, using touch screen terminals, web sites and paper questionnaires. You supply a questionnaire to Infonnaire and the means in which you would like this distributed. They then deploy the questionnaire around the area you selected and for the time length that you have chosen. Once the time period is up they collect and collate all the information into an ‘easy to read’ statistical analysis.

Global databases

A global database for the voluntary and community sector organisations in Lincolnshire would be created. This will reduce the amount of duplicate data being stored and also keep the data up-to-date and concise. 

Using a central web based database that will contain information on the entire voluntary and community sector organisations in Lincolnshire, the database would contain the following information:

Salutation

Forename

Surname

Title

Club name

Address1

Address2

Address3

Town

County

Postcode

Main activity of the organisation

The information held in the database would be fully interactive by means of a web interface. This not only means that the database can be queried and updated from anywhere and at any time, but there is also no need for any additional costs in the form of 3rd party software.

The interface would allow users to add, delete and update records, as well as integrating a fully functional search.

The site would also be able to be viewed and used on mobile devices such as GSM/GPRS enabled mobile phones and PDA’s.

Telephone conferencing

BT MeetMe is your personal meeting room. It enables up to 40 participants from any location across the globe to share a phone conference and meet instantly. There is no need for special equipment and no need to book in advance. At the time of your meeting, you simply call the BT MeetMe number, enter your Chairperson Pass code and follow the instructions. Participants follow the same steps but enter the Participant Pass code. All you need to do in advance is agree the date and time of your call with the parties involved.

Once your meeting is underway, you use your telephone keypad to control the meeting.

Everyone can call for assistance, control their own volume or mute their phone. Plus the

Chairperson can check who’s dialed in, lock the call for security, and even dial out and invite other people to join.

BT MeetMe also offers superb online collaboration tools, which are available via the Internet to enhance your BT MeetMe call. You can share documents, spreadsheets - with any application you like. Plus you have full visual control - you can see your virtual meeting room and the people who are present. 

Linking websites

Creating links from each voluntary and community sector organisations in Lincolnshire to and from the proposed VSForums website or VOCAL’s web site. This could make the VSF website or VOCAL’s website as an umbrella site for all other sites within the community and voluntary sector and also the first point of reference for trying to find other web sites. 

Real-time consultancy chat room

Creating Real-Time Java chat rooms would allow people to communicate with each other from any Internet ready computer. Java is web-based language that is standard on all platforms of computer and a large number of GMS/GPRS mobile phones and PDA’s.

Within the chat rooms you would be able to create different levels of user and also different chat rooms, in addition to a main chat room.

Web based forums

A forum enables you to communicate and collaborate with your co-workers by posting text on to a web page without any knowledge of web programming. There will be different levels of user rights, which will determine what you will be able to do, from only being able to view posts to creating new forums.

Other ICT

Web Based Calendar

A web based calendar allows you to log in to a web site using your e-mail address and password and view/edit your calendar. The calendar allows you to create appointments up to 3 years in advance, and each calendar appointment can be made for a set time within the day, complete with notes. All appointments can be edited and deleted.

For an additional charge per month you can have an automatic e-mail and SMS sent to you reminding you about the appointment.

As well as your own personal calendar there is a shared version, which allows people, with permission, to view your calendar and create/edit/delete appointments on your calendar. This then sends you an e-mail, giving you the option to accept the appointment or reject it.

A shared calendar is ideal for rural areas and people that are travelling a lot as it allows you to create an appointment without having to contact the other party/parties. Each participant can then accept/reject it in there own time. A good example of where this would be used is in the telephone conferencing; you would be able to agree a date and time for the conference and add it to all the diaries of all those involved. You can then simply await their response rather than a lot of telephone calls and e-mails trying to arrange a free time for all involved.

Web Hosting

We can offer a range of web hosting packages to cater for the services that you have requested.

Webmail

We offer webmail with all our e-mail accounts which would allow users to send and receive e-mails from anywhere with Internet access, any time. This is ideal for users in rural areas and people that travel a lot.


Infonnaire

A touch screen Kiosk for use in public and community areas to gather information costs £500 per week including putting a set of questions on the system, delivering system to Lincolnshire, collecting again, and providing the analysed results. 

Internet survey costs £500 and can be live for up to a month

A fully managed service is dependant upon you providing more details as to your requirements, but would incorporate us a doing a rapid needs assessment/consultation. Writing and distributing surveys in a number of formats in a variety of locations and collating and analysing results, feeding them back both with full percentage breakdown and with graphs etc vary from £500-£10000+ in cost.

Infonnaire will offer a group-booking discount.

Conference Calls

The BTMeetMe service (reservation less service) is charged at £0.22p/min (as a standard price).

There is also a range of services that can be added to the phone conferences at a cost from BT:

· Telephone Interpretation

£7 per minute interpreter is on line.

· Conference Recording

Recording

Premium conference calls, utilising the additional Taping feature, will be subject to a minimum charge of £70. This includes the price of the conference call and any dial-out charges. If the value of the conference call plus dial-out charges exceeds the £70 minimum charge then the price will revert to standard conference rates without incurring any additional cost for the taping service. All additional copies of the tape will be charged at £10 per copy.

Replay

Recording charge: £35.

Storage charge: £7 per day/£35 per week.

Access charge: 12p per minute, per line, or 30p per minute per line for Freefone access.

Linking websites

This work is estimated to take one day to complete.

Real-time consultancy chat room 

This work is estimated to take five days to complete.

Web based forums

This work is estimated to take five days to complete.

Global databases

This work is estimated to take three days to complete.

Web Hosting

We can offer hosting for the forum, chat room and database for £20 per month.

Web Based Calendars

Shared calendars are £50 a month for 100 users. This includes the SMS and e-mail service.

How they would work in an extensively rural area
All the services that we can offer you would suit an extensively rural area environment, as they are web based. Allowing your people to communicate via the Internet enables them to be contactable from anywhere at any time. They don’t even have to be in this country to communicate or receive information. This is especially highlighted in the use of the online databases and webmail as they can even be used from GSM/GRPS enabled mobile phones & PDA’s. Another advantage of communication via the Internet is that there are very little overheads after the initial set up costs. All the information is also delivered in ‘real time’.

To access all the above services you just need to have an Internet-ready computer and a phone line.

Time frame for set up

The set-up would be 6-8 weeks including the development of the programmes and testing. 

This would depend on the start date of the project, as the workload we are under can vary over time.

Costs to set up the tools

14 days labour at £250 a day if we need to manually edit the website linking to VOCAL or any other organisation for the voluntary and Community Sector, such as the proposed VSF.


5 days – Chat Room


5 days – Forum


3 days – Database


1 day – creating links.

Costs to maintain the tools

All the tools will be self-maintaining so there will be no costs for maintenance. However, if it is decided to take on other services then that will entail additional monthly costs detailed above.

There is the cost of the phone conferencing calls that is detailed above and also the cost Infonnaire also detailed above.


This document outlines methods of consultation that are not present in the ICT Consultation Tools portfolio. These methods tend to encompass more face-to-face interaction with the people/groups etc that are being consulted with. It also outline’s how important it is to feed back the consultation findings.

Recommendations are made with reference to how best to use consultation in Lincolnshire, share findings and link it with the proposed Voluntary and Community Sector Forum for Lincolnshire outlined in section 1.

What is Consultation?
The word ‘consultation’ means different things to different people and raises different expectations. For example, to many clients it means a fundamental shift in power and control from an agency to themselves. To others, it simply means being asked to comment on something.

One definition states that "Consultation is a process of dialogue that leads to a decision."
The Audit Commission (http://www.audit-commission.gov.uk) goes further by stating four main principles for achieving effective consultation:-

· Consultation should be related to a decision that an agency intends to take; 

· Consultation should be competently undertaken; 

· Consultation should be inclusive; 

· Consultation should be used in practice.

This document goes on to say that consultation should relate to a decision that an agency is intending to make and that can be influenced by the result of any consultation. When testing out these principles agencies should make sure that: -

· Consultation can be designed so that it will inform the decision to be made; 

· It is done in a way that makes it clear to participants what they can change as a result of the consultation;

· That clear feedback is given on how views were taken into account

What is Involvement?
"Involvement is any activity which is a means of enabling people who use services to have a say in decisions about how and by whom services are designed, purchased, provided and controlled"
There are many different ways that the differences between consultation and involvement (or participation) are illustrated. Here we chose "The Participation Approach" which gives different definitions for the different stages of involvement and participation. 

The Participation Approach 
Source: "Well Connected" a self-assessment tool on community involvement for organisations. Developed by Bradford Health Action Zone and Building communities’ partnership initiative (Bradford Council).
The participation approach helps us decide WHAT the appropriate approach might be when planning a participation exercise. The participation approach is adapted from the Ladder of Participation (Wilcox 1996), which is a nationally recognised and much used approach in planning consultation and participation.

	The "approaches" in the Participation Approach
	Information
	Consultation
	Deciding Together
	Acting Together
	Supporting Local People 

	Statements which explain the different “approaches”
	‘Here’s what we are going to do….’
	‘These are the options, what do you think?
	‘We want to develop options and decide together’
	‘We want to carry out joint decisions together’
	‘We can help you achieve what you want within guidelines’ 


The participation approach presents a range of approaches to participation.

· Different "approaches" will be appropriate in different circumstances. The Approach helps us to be clear about the limits of community influence and involvement. For example, there is no point in asking the community to say what it wants to happen from a limitless range of possibilities, if there are only one or two options open and limited resources available. 

· The Participation Approach is a starting point when planning the process of community involvement. It is a useful tool to clarify thinking about the approach that is appropriate for any particular issue or situation. Too often in the past, resource holders have made attempts to ‘involve the community’ without due consideration of what level of involvement they are really offering and making this explicit. 

· Communities may have their own views on which approach is appropriate and where there is a difference this may need to be negotiated at an early stage. 

· Communities may not wish to, or may not be ready to respond or participate in all of the approaches. The ‘supporting local initiatives’ and ‘acting together’ approaches generally take longer and demand more of participants. These approaches may require more support and capacity building within both communities and the agencies leading on the activity. 

· The timing of consultation and participation needs to be carefully considered. If the consultation comes very late in the process (for example at the point when a policy has already been well developed) it may mean in reality that only ‘information consultation’ is possible, rather than the more active approaches to participation.

The Approaches in Summary
The stance of the resource holder associated with each approach is summed up in an everyday sentence;
	Approach
	Typical Process
	Typical Methods
	The stance of the resource holder 

	Information Giving


	Presentation and promotion


	Leaflets
Newspapers
Displays


	Here’s what we are going to do" 

	Consultation
	Communication on and feedback about
	Surveys
Meetings
Interviews


	“Here’s our options, what do you think?" 



	Deciding Together
	Consensus Building
	Workshops
Planning for Real
Strategic Choice
	"We want to develop options and decide actions together" 

	Acting Together


	Partnership Building


	Partnership bodies / forum
	"We want to carry out joint decisions together"


	Supporting Local Initiatives
	Capacity Building
	Advice
Support
Funding
	"We can help you achieve what you want within these guidelines" 


More about each approach:
Information: Information-giving underpins all other approaches to participation, and may be appropriate on its own in some circumstances. The information-giving stance is essentially a “take it or leave it” approach, however, you are likely to encounter problems if all you offer is information and people are expecting more involvement. It is important to use language and ideas that your audience will find familiar and be clear about why you are just informing rather than consulting or involving.

Consultation: Consultation is a higher level of involvement than information giving. In this stance, you may ask for views and perceptions of the problems, offer some options, allow comment, take account and then proceed perhaps after negotiation. The key point is that you are not asking for help in taking any action. Consultation is appropriate when you can offer people some choices on what you are going to do but not the opportunity to develop their own ideas or participate in putting plans into action.

Deciding together: Deciding together means accepting other people’s ideas, and then choosing from the options you have developed together. The basics of consultation apply, plus the needs to generate options together, choose between them, and agree ways forward. Deciding together can be a difficult stance because it can mean giving people the power to choose without fully sharing the responsibility for carrying through decisions. People need more confidence to get involved in this approach and the time scale for the process is likely to be much longer.

Acting Together: Acting together may involve short-term collaboration or forming more permanent partnerships with other interests. Acting together in partnership involves both deciding together and then acting together. This means having a common language, a shared vision of what you want, and the means to carry it out. To act together effectively partners need to trust each other as well as agree on what they want to do. Each partner needs to feel they have an appropriate stake in the partnership and a fair say in what happens. Acting together is not likely to be appropriate when one party holds all the power and resources and uses this to impose its own solutions.

Supporting Local Initiatives: Supporting independent community-based initiatives means helping others develop and carry out their own plans. Resource-holders who promote this stance may, of course, put limits on what they will support. This is the most ‘empowering’ stance provided people want to do things for themselves. They may, quite properly, choose a lower level of participation. Carrying through the stance may involve people in setting up new forms of organisations to handle funds and carry out projects or programmes. It is not likely to be appropriate when community initiatives are seen as ‘a good thing’ in the abstract and pushed on people from the top down, and where time is very short.


Check if anyone else has done consultation work with results that you could share. For example:
· Within your own organisation, other partner agencies etc. 

· This will help correct the "over-consultation" that often happens with communities. 
Ensure that consultation can affect change. Consultation should be a dialogue that leads to decisions, so consult BEFORE decisions are made.
· If decisions have already been made you may be "information giving" rather than consulting. This is fine; just call it “information giving” not consultation.
Government Guidance states that you should consult throughout the process of any policy development or change, allowing a minimum of 12 weeks for formal consultation (e.g. document, paper) at least once during the development of the policy.
1. The code stresses the importance of informal consultation prior to any written consultation and that the process should be continuous, starting early on in the development of an initiative or policy. 

2. The 12-week period is seen as a minimum and the code recognizes the need to use different methods of consultation to reach different stakeholders. (Cabinet Office September 2003 Consultation Document)

http://www.cabinet-office.gov.uk/regulation/consultation/index.asp
Try to use methods of consultation that will be the best use of your resources and give you the best results from your target audience.
Over reliance on questionnaire based consultation can lead to: 
1. Very selective responses, e.g. white, middle class, females respond more to written questionnaires than any other group. 

2. Relies on literacy and use of English in any audience. 

3. Will give limited responses, usually less than 10% of questionnaires sent out are completed. 

4. Can be costly and time consuming for little response.
You may get a better response, make better use of your resources and get more qualitative information by
1. Using focus groups or visiting established groups in the community doing sessions using models, post-it notes, games etc; 

2. Interviewing people where they meet or in places they use (using rapid or participatory appraisal methods).
Try to make your consultation as INCLUSIVE as possible.
Think about how and why you might include: -
· People from black and minority ethnic communities, 

· People who’s first language is not English, 

· People who don’t read English very well, 

· People with mobility or sensory difficulties, 

· People with learning difficulties,, 

· Older People; younger people; children; homeless people; gay, lesbian, bisexual or transsexual people; travelers; asylum seekers or refugees; carers; parents; people who work during the daytime etc.
But beware of over-consulting! Some groups are approached many times for help, be sensitive and always ask permission for any consultation exercise before going ahead.
Always give feedback to those who have participated in your consultation exercises.
Giving feedback shows that you have valued your participants’ contribution, shows responsiveness to their views and is an opportunity to build on any relationships that have been developed.
Not giving feedback shows a lack of respect, unresponsiveness of your service and it likely to lead to poor relationships in the future.
Turn your consultation into action. Don’t leave consultation work "on the shelf". 
Share the results of your work with others. 
The information you have collected may be useful to others and will help correct the "over-consultation" that often happens with communities. Also helps with point number 1

Focus Groups and Other Work
Focus groups  There are many examples of group work. Focus groups are most commonly used, and there is a lot of information available on running focus groups.

"Focus groups are normally made up of around 8 to 12 people led by a facilitator in a one-off discussion on a particular subject. Focus groups can allow you to explore issues in considerable depth, and have the advantage that people can bounce ideas off each other. Focus groups are particularly useful if you want to find out what specific groups of people (such as non-users or young people) think about your service, or can be used for very specialist groups of people (such as people with specific health needs)."  source - http://www.servicefirst.gov.uk - An introductory Guide - How to consult your users

Composition of a focus group - it is tempting to try to get a group to be ‘fully representative’ of your users, target audience etc. However, experience shows that the more similar the group is in terms of gender, age and social class the easier it is for them to communicate effectively. You may need to set up more than one group in order to investigate all relevant groups.

Running a focus group - Anyone can run a focus group, but you need to have a level of understanding and knowledge about the subject matter to ensure you can respond to queries as they arise. It requires a degree of confidence and good people management skills.  The only way you will know if you can do it is to have a go!  Some people will find that managing a focus group is difficult and will therefore look for an experienced facilitator. 

Whoever runs the focus group will need to ensure that everyone has a chance to speak and move the discussion along without imposing his or her own views onto the group.  It is a good idea to have someone helping, for instance taking notes of the discussion while you facilitate the questions.  Here are some tips that might help you in running a group, especially the things that might go wrong! 

Other group work
You can also consult with larger groups of people using different methods to ensure everyone gets a say. In a small focus group the facilitator will ensure that all members of the group contribute. In larger groups it is more difficult to have discussions, so try to use more innovative ways to elicit views.

For instance, post-it notes are invaluable for this sort of work. You can facilitate quite large groups by having set questions on flip-chart paper or whiteboards and asking participants to write or draw their views onto a post-it note, then posting them onto the question. Remember not everyone is confident with written English sometimes-using drawings, pictures or symbols is helpful.

Other "game” techniques can be useful for larger groups, having questions in each corner of a room and asking people to "run-around" to their favourite can provide a quick and fun method of consultation for young and old alike. It’s also cheap and easy to facilitate. There are some training companies that specialise in interactive and fun training and consultation methods, see http://www.thetrainingshop.co.uk for good ideas on toys, music and books.

It can also help to split large groups into smaller, workshop style sessions rather than try to facilitate everyone at once.  This can help give people the opportunity to have their say; it is easier to speak up in a smaller group than to a large audience.  You will need more helpers and facilitators for this approach, make sure you have enough people on the day.  

Using Art
Using art as a method of communication is also useful for larger groups. Asking individuals or small teams to draw their thoughts or views has been used successfully. Also "Draw-and-Tell" sessions are useful with younger children and people with learning difficulties. A Draw-and-tell session requires one-to-one facilitation, with the facilitator introducing the consultation subject and sitting with the participant while they draw a picture of their thoughts on the subject. The facilitator encourages the participant to explain what they are drawing and why they are drawing that and makes notes as they draw. The drawing and notes form the results of this type of consultation method.

Questionnaire Design
Questionnaire design can be helped by using a software package such as SNAP (http://www.snapsurveys.com), Pinpoint or other design packages. These sorts of software packages help you design and analyse your questionnaires and are particularly useful for large-scale survey work.

General Design Guidance
Using a 5-point scale helps establish net values of responses.

Net satisfaction is the total of column 1 plus column 2 (ignoring column 3) minus the total of column 4 plus column 5. A 3-point scale works this way as well. Sometimes people opt not to include a middle "neither"-type questions as they feel people will go for this answer each time, but in practice this rarely happens.

For instance, satisfaction or dissatisfaction?

Are you...

	1. Very Satisfied
	2. Satisfied
	3. Neither Satisfied/Dissatisfied
	4. Dissatisfied
	5. Very Dissatisfied 


Or examples of how you can measure your service against your question:

Do you...

	1. Strongly Agree
	2. Agree
	3. Neither Agree nor Disagree
	4. Disagree
	5. Strongly Disagree 


Have Services...

	1. Got Better
	2. Stayed the same
	3. Got worse
	4. Don’t know 


We’ve used a four-point scale for this one, but box one minus box 3 will give the same level of satisfaction score.
How often do you / have you used services... (will need tailoring to your questions and service area may need a "never" box)

	1. Almost every day
	2. At least once a week
	3. About once a month
	4. Within the last six months
	5. Within the last year 


There are many other designs for questions, for instance a multiple choice option could look like this:

Alternative layouts
There’s not right or wrong way to set out a questionnaire, but try to make it easy to follow and complete. There are many other designs for questions, for instance a multiple choice option could look like this:

 How would you rate the following facilities? (Based on a swimming pool)
	 Very good
	Good
	Ok
	Poor
	Very poor
	

	(
	(
	(
	(
	(
	Changing areas

	(
	(
	(
	(
	(
	The pool

	(
	(
	(
	(
	(
	The Children’s pool

	(
	(
	(
	(
	(
	Refreshment area


Other points:
· Keep your questionnaire short 2 side of A4 is enough unless you give careful thought to the design of your questionnaire. 

· Try to pilot your questionnaire: ask a few people to complete one to see if what you get back is what you were expecting, if the questions were easily understood and if you need to make any changes. 

· Use Plain English at all times try the Flesch Readability Test. Using Microsoft Word highlight the text in your questionnaire, select the Tools menu and then grammar. This will carry out a grammar check where you can choose to ignore or alter words or phrases. When the grammar check is completed it will give you a readability score 90-100 = very easy, 0-30 = very difficult to understand. 

· Limit the use of "open" questions. People will respond to them but they take longer to analyse. If an open question is appropriate, analyse it by picking out key themes that occur in answers given. For instance: Please write your comments about your local park here..... Lots of people may comment about the same things; these are your "key themes". 

· Providing a pre-paid envelope or Freepost address aids response. Freepost can be set up via the post office. 

· An incentive to complete and return the questionnaire can greatly increase response rates. E.G. 10 free swims (donated by the leisure centres), a prize (donated by a local company) or buying a prize (such as a weekend holiday break).

Pros
· A good method of obtaining reliable statistical information 

· Requires a low level of interaction 

· Allows analysis of large samples quickly 

· You can track changes over time if you use the same questions 

· Good method of getting views of non-users if targeted

Cons
· A poorly designed questionnaire can give misleading results 

· Can result in small response rate 

· Difficult to reach all sections of the community 

· Difficult to obtain qualitative information 

· Can be costly especially if you get a small response

Face to Face Interviews
Interviewing people on a face-to-face basis can be an excellent way of gathering good qualitative information. Telephone interviews are usually only acceptable if pre-arranged with the participant. "Cold Calling" should not be used.  Face-to-face interviews are best used when 
· Tackling a difficult or complicated subject matter that would benefit from more input from the interviewer, 

· When targeting a small sample group for in-depth views 

· To gather specialist views such as from people who’s first language is not English (via an interpreter)

Interviews give the opportunity to explore questions in more depth.  Arranging and undertaking face-to-face interviews will therefore be time consuming.  

Personal Safety - you should never undertake door-to-door or street interviews alone.   

Door to door surveys - undertaking door-to-door surveys can often be a good way to get views in a small geographical area.  However, older people and people living alone can be intimidated by people knocking on their doors unannounced.  To avoid this, and also to encourage participation in your survey, try writing to all residents beforehand to announce you intention to call.

If you allocate a set timescale for your survey work (say Monday to Friday one week), write to people in the area the week before announcing your intention to call sometime that week, briefly outline your survey's intention and give a contact name and telephone number for anyone wishing to either check up on your authenticity or to take part via telephone.  You could either post or delivery the letters by hand depending on your resources (both money and people!).  

Using this 'announced' method can make for a more successful survey, people will be expecting your call and will have some knowledge beforehand about what you are asking.  It will also avoid vulnerable people feeling unhappy about answering the door.

Remember personal safety issues, as mentioned above.  Never undertake door-to-door work alone, it is best to work as a team or in pairs at the least.  Keep an eye on your colleagues at all times, look after each other's safety.  

Keep your survey short, no more than two sides of A4 is best.  This will help you get through your questions quickly and not take up too much of people's time.  Always test out your survey before you go out, test it on work colleagues who are unconnected to this piece of work, it often helps as you can get too close to your own subject and forget what the man on the street will understand!

Street Interviews - see also section on Participatory Appraisal, which is a method of consultation that involves local people undertaking their own interviews and consultation. 

Street Interviews uses the method known as Rapid Appraisal, a technique that was pioneered in third world countries by agencies such as the World Health Organisation. The WHO often have to go into areas of high need and quickly assess the situation in order to provide a rapid response.  They would approach community leaders, village elders, teachers, doctors etc. and also members of the community where they gather. 

This technique has been used in the West, predominantly in regeneration areas where quick responses are often needed.  

Stage one - Workers will go into a small geographical area (such as an estate, town, village) and speak to community leaders, workers, key people such as faith leaders etc. asking people what the main issues are facing the area or concentrating on a particular subject (e.g. facilities, young people, activities etc.).  From this a picture will start to emerge about the area, the needs and some solutions.

Stage two - use the key issues that have emerged to put together a more structured survey.  Take these questions out onto the street and to places where people in the community already meet - e.g. school gates at end of school time, community centre, church or other faith meetings such as coffee mornings, pensioners groups or sheltered accommodation, post office queues, bus stops, hairdressers. Anywhere people may gather is a good location.  Remember if you are going onto someone's premises (e.g. post office, library etc) always ask permission to be there.  

It is a good idea to have formal identification on you with your photograph and contact details so that people can check up on you if needed.  

Approaching people - first of all make sure you have your I. D. showing, and approach people by saying who you are and your organisation and emphasise that you are not selling anything!  Show people your survey; if you have kept it short then hopefully this will not put them off answering your questions.  Explain what will happen to their views and where the information is going.  Ask if people want to receive feedback about the survey, if they do take their name and address on a separate sheet from their responses (to ensure confidentiality).  

Normally people are happy to answer a few questions, especially if you approach them where they are spending some time.  

Personal Safety Issues
Personal safety issues should always be taken into consideration when carrying out face-to-face interviews. If you are visiting someone in their own home or at other premises, either take a colleague along or ensure that someone knows where you are going and is expecting a telephone call from you at an agreed time when you expect to be finished.

The Suzy Lamplugh Trust has an excellent web-site with practical guidance on personal safety at work, packs and reports, training and talks and a store with personal safety items such as alarms, books etc. Well worth a look www.suzylamplugh.org 

Public Meetings
Public meetings in their own right are often unsuccessful. Where they do succeed it is usually because one or both of the following factors are involved:

1. A major, contentious issues e.g. the closure of a hospital; or removal of a service. 

2. Ongoing community development in an area, which helps people have a voice and raises interest in the subject matter.

Hours of planning and preparation can be spent on a public meeting, but you should ask yourself if this is the best way to consult with people about your project or work. No amount of leaflet-drops will attract people out of their homes if they are uninterested in your subject or do not have enough information about it to make it ‘real’ to their lives! It may be worth considering other consultation techniques (group work or Planning For Real type activity) or have an event that will attract people along and where you can then undertake your consultation (see events).

A public meeting will be worth considering for an issue that is known to be generating public concern, but will need to be carefully planned to avoid confrontation. Where ongoing community development is taking place in an area, workers and volunteers can enthuse and empower local people enough to want to take part in a meeting.

What to consider in putting on a public meeting
The Venue
1. Accessible by public transport and close to a bus or train stop; 

2. Enough car parking spaces close by for car users; 

3. Well lit and secure especially for winter evenings! 

4. Accessible for wheelchair users and people with other mobility problems;

5. Has a hearing loop for people with hearing problems;

6. Is friendly and welcoming in appearance or made to be as welcoming as is possible.

The Time
1. It is impossible to please all of the people all of the time so try to target your possible audience by choosing an appropriate time for your meeting; 

2. Evenings will be best for working people and people who have busy lives such as some volunteers or carers 

3. Day time meeting will suit some older people and parents; 

4. Weekends are good for family events and can bring in a different audience altogether. 

5. Linking your meeting with a regular activity can help e.g. just before or after a coffee morning, Mums & Toddlers session, Parent & Teacher meeting, parent’s evening, line dancing class etc. Use your imagination.

Your Subject and Publicity
1. Try to link in with local workers who meet people in the day to day work to help promote the subject of the meeting; 

2. Put up posters around the area promoting the meeting and giving some basic information about the subject; 

3. Place and advert in local papers; 

4. Give out easy to understand information to local people before the event and on the day of the meeting; 

5. Keep your meeting simple in format, do not use jargon or technical language during the meeting; 

6. Have an independent facilitator or chairperson for the meeting who can try to ensure people have their say and manage questions and answers.

Giving Feedback
1. Ask people to give their names and addresses so that you can send them feedback about how their views are going to be used; 

2. Try to keep people informed about the progress of your project or scheme as it develops, this will lead to good relationships in the future and gives people a sense that their views have been respected. 

3. Be honest, sometimes things don’t go as planned, changes have to be made etc. Tell people why things have happened the way they have happened. 

4. Give people the opportunity for ongoing dialogue if they want it, an e-mail address, office address or telephone number for comments is helpful.

Other issues
1. Do you need to provide a crèche to attract your target audience? 

2. Do you need to provide childcare or carers’ expenses to attract your target group? 

3. Do you need a signer for people who are deaf? 

4. Do you need interpreters for people whose first language is not English? 

5. Do you need someone to take care of any guide dogs (especially if it is a long meeting, dogs will need to be walked)?

Pros
1. Provides local opportunities for people to comment on matters that affect them directly or indirectly. 

2. Offers a convenient and transparent way to demonstrate public consultation and build up good relations. 

3. Can be used to tell people about plans or proposals at same time.

Cons
1. People who attend are unlikely to representative of the local population. 

2. Attendee’s ability to contribute may be limited by lack of knowledge about service-wide or strategic priorities people will only be interested in the ‘ME’ perspective. 

3. Hence contributions are most likely to be about local, topical or personal concerns.

Public meetings can lead to conflict, especially if the subject is emotive (e.g. closure of a service, building a new facility on people’s doorstep etc.) needs careful management! 

Events
Organising an event as part of your consultation exercise can give excellent results, but needs careful planning. Here are some ideas:

Open Day or Listening Day
· Should be a relatively informal occasion where local people or service users have the chance to meet staff and volunteers. 

· Set up an exhibition of your project, scheme or ideas in a public place (could be a church hall, community centre, library, or in a shopping area) for a whole day. 

· Have people at the stall who are there to engage with local people about the subject they are your ‘listeners’. These can be staff, local people, ‘experts’ etc. 

· Have a system of recording people’s comments, suggestions or complaints so that this can be analysed at the end of the event. 

· Think about giving an incentive for participation e.g. a free draw for a prize (ask local stores for gifts), free balloon for children etc. 

· You could run this as a road show in different parts of your area if this was appropriate.

If you are thinking of having an OPEN DAY it is probably best to hold this on your own premises so users and potential users can see your services for themselves. For a LISTENING DAY it will be more appropriate to chose an accessible venue that lots of people already use or close to where people are. 

Practicalities
· Publicise the event well to get good attendance. Use organised groups in the community, community and voluntary leaders, key workers etc. Posters and flyers can help. If you want to attract a particular group you will need to target them, the personal touch is often best and helps to develop ongoing relationship. 

· You will probably need to set up stands, equipment etc. beforehand so give yourselves plenty of time. 

· Think about refreshments (for participants and staff/volunteers). 

· Don’t expect a representative sample of views, those attending will be largely self-selecting or have special interests. Don’t rely on this method of consultation alone.

Fun Days
Events needn’t always be formal. One of the best ways to attract people to your event is by making it fun. Involving the whole family often helps - attract the children and the parents and grandparents won’t be far behind. 

Family Fun Day bouncy castles, games, play, face painting, bug hunts etc. Depending on your budget and time commitment the sky’s the limit for this sort of event. Your consultation exercise should reflect the fun element of the day. Using techniques as described in the Planning for Real section such as models, big maps, drawing or painting can help, making things as visual as possible will certainly attract more attention. 

Try this - ask people to take a photo of themselves (using one of the Imax instant cameras) to place against their views on a big board. This is a fun and inclusive method, which attracts old and young participants alike.

Of course you can use any of these fun ideas during other consultation exercises, try giving an incentive to people to complete your questionnaire (a free pen, balloon, raffle ticket) or distract children whilst parents do your survey (a free bouncy castle session, face painting etc).

Be creative, it works!
Pros
· Events can be flexible different venues, different times etc. 

· Can arouse interest in people you would not normally reach. 

· Provides good ad-hoc feedback suggestions and comments. 

· An open day can give an opportunity for users to familiarise themselves with your premises and services. 

· Good opportunity to contact users and potential users.

Cons
· People who attend may not be representative of users of your service. 

· Won’t give you statistical information (other than how many people attended).

Participatory Appraisal
Involving People in Undertaking Their Own Consultation
You may be able to tap into a wealth of local knowledge and "people resources" by encouraging local people to get involved in consultation. For instance, a community group may want to consult with their own neighbours, young people with their school friends etc. Volunteers will need some support, especially with administration costs, and should be valued and respected for the contribution they can make. Some agencies pay people to take part in this sort of project.

What is Participatory Appraisal (PA)?
It’s an approach to learning about communities that places equal value on the knowledge and experience of local people and their capacity to come up with solutions to problems affecting them.

P.A. is a growing collection of methods, tools and techniques for interacting with people in a way that enables everyone to share and contribute their skills and experience and knowledge of life. It’s a creative learning process that involves a team of local people, people from local groups and services and organisations all with different backgrounds and experience working together. It involves people in a cycle of activity, finding out, checking out and working out solutions.

P.A. often uses street interviews (see Interviews section) to collect information, along with group session, organised events and questionnaires. It rarely relies on one method of consultation. Important lessons can be learnt by statutory agencies in how they consult by looking at P.A. as an example of good practice.

Validating the findings
An essential part of P.A. research is the verification process, which enables participants to verify and extend upon the initial findings. Verification not only seeks to inform local people about any proposals, it also helps validate findings by ensuring triangulation (cross checking) of the information gathered between all groups involved.

Pros
· Shared ownership of research projects in an area; 

· Community based analysis of problems; 

· Orientation towards community action; 

· Community involvement in the decision making processes; 

· Community ownership of facilities developed; 

· Longer-term sustainability.

Cons
· Agencies need to recognise the contribution of local people in this process and not ‘use’ P.A. as a cheap alternative to other consultation work. 

· Requires lots of commitment from the local people involved, often without much recognition or reward. 

· Greater need to use the results as local involvement and expectations have been raised. Can lead to cynicism and bad P.R. if results are unused. 

· Timing of P.A. research needs to fit into planning cycles e.g. access to funding, local action plans.

Mystery Shopper
This technique is often used in the private sector; particular large stores such Marks & Spencer. It involves an individual (or group) using a service and feeding back their view of things like customer care, cleanliness, availability of goods etc. There are many ways you could use this approach to get an on-the-spot insight into your service area.

Mystery shoppers can also assess telephone help lines or call centres using set questions or trying to get a set response. Mystery shopping can be another way to involve local people or service users in your consultation exercise. By utilising the knowledge and skills of local people you can gain a different perspective of your service than by using professional help. Whoever acts, as a Mystery Shopper should be appropriately briefed to ensure they act responsibly and within some pre-set boundaries. A short ‘training session’ for shoppers would help set some ground rules for their work. Shoppers will also need to know how you want information recording and what will happen to the information once it is collected.

If you do use local people or service users for this type of approach try to ensure you have systems in place so they are not ‘out-of-pocket’. Paying basic expenses, such as travel costs, entry costs, telephone costs etc. is essential.

Planning for Real ®
Planning for Real® is a registered trademark of the Neighbourhood Initiatives Foundation (http://www.nifonline.org.uk - 01952 590777) who provide excellent publications and training on its use and practical assistance and involvement in community participation.

Organisations wishing to run "Planning for Real"® events, provide "Planning for Real"® training or to describe themselves as users of a "Planning for Real"® approach should first contact The Neighbourhood Initiatives Foundation to discuss using the technique to its full effect and to obtain permission for the use of the trademark.
Traditionally used in regeneration / housing projects, this technique is now being used to help allsorts of different consultations. It uses models as a focus for people to put forward and prioritise ideas on how their area can be improved. It is a highly visible, "hands on", community development and empowerment tool, which people of all abilities and backgrounds find easy and enjoyable to use.

Here are the basic principles of Planning for Real:

· Large three-dimensional models of a Neighbourhood (or building or centre etc) are constructed. This could be done by local people with worker’s help if needed 

· These are pasted onto the model base of polystyrene (easy to carry!). This is deliberately NOT an architectural type model 

· The model can be used in pre-advertised sessions or displays in locations around the community 

· Widely advertise (using as many methods as possible, word of mouth, newsletter, local press) a Planning For Real session (call it what you want try to make it relevant to local people a "Come-and-have-your-day day" for instance) 

· Work with local people, community representatives, community workers, schools etc. to spread the word and raise enthusiasm amongst local people

How it can work
· You’ll need a big enough venue in the local area that has room for the display and for people to move around and change the models 

· Give clear instructions, in plain English, about what people are expected to do 

· Have several "experts” on tap local people who have been involved in the process, workers etc. who are happy to help people, answer questions etc. N.B. They should let people get on with the task and only intervene if asked 

· Participants are given suggestion cards or post-it notes to write on, or cards with pre-written descriptions or pre-designed cartoons / photos. The cards are to help participants give their views, design their ideal Neighbourhood, centre etc. Pre-written or designed cards should only be used if there are set things that HAVE to happen with this project or if local people have already, through earlier consultation, agreed upon certain things for the project 

· Participants can deal their own hand of cards onto the model, indicating what they want to see happen and where. In some cases participants may be able to move parts of the model around this depends on your model and what you are trying to achieve. Some Planning for Real consultations use models of buildings, cars, bus-stops, schools etc. and have each person ‘build’ their ideal place 

· Each suggestion must be noted and logged as the process develops, it is easy to ‘loose’ ideas if too many people are involved at one time or there are too few facilitators to help note views. Taking photos of the model and suggestions can help with this and gives a good visual aid to the process that can be used to give feedback to participants

· Planning for Real is sold as a good technique as it is ANONYMOUS, therefore anybody and everybody can have equal say and DEMOCRATIC, no one person’s view can be taken above another 

· Ideally works best under community control. Need experienced and mature facilitators to help the process run smoothly 

· Can form the centrepiece of a bigger planning event or ‘Listening Day’ or public meeting

Alternative ideas
Having a laminated map or mock-up of an area and have ‘sticky’ models for participants to use.  Example: This was used to plan a new layout for a park. Flower beds, trees, a pond and play area were all designed as ‘stickies’ and the park was mapped out and laminated on the wall. Local school and nursery children, the Friends of the Park, bowlers club, young people from a youth group and local guides all took part in the event.

Also used to plan a ‘Healthy Walk’ around a neighbourhood. The laminated map was taken to different community settings and ‘sticky’ footprints used to map out different routes. Worked equally well with children as with a pensioners group.
Use sticky ‘dots’ instead of cards or models to indicate where people want to put something, or where a path or play area should be this is a really cheap way of doing a participatory event!
Suggestion Box approach participants given a set number of cards each with different images, but they can only chose a certain number or ‘value’ of cards. E.G. Planning a young people’s holiday session they can chose from canoeing, abseiling, hill walking, skateboarding, go-karting, ice skating, cinema each depicted on a card but they can only chose 4 or the 8 suggestions.

Pros
· Can be a fun way to involve local people in decisions about their area 

· Does not rely on the written word so can be more inclusive to children, people with literacy difficulties, people who’s first language is not English etc 

· Very visual people can see plans, ideas with their own eyes 

· Gives lots of information quickly (one day)

Cons
· Takes a lot of organisation and help on the day 

· Results can be difficult to analyse you get lots of information quickly 

· Sometimes gives results that are difficult for organisations to respond to, needs careful facilitation.

Under-Represented People or Hard to Reach Groups
Someone said "There’s no such thing as hard to reach groups, just more expensive to reach".
Who might be under-represented?

· Some groups of people, such as working single parents, have less spare time than others, such as retired people 

· Some people do not understand written or spoken English 

· Some people cannot hear or see 

· Some people cannot get into many buildings 

· Some groups feel culturally isolated from the mainstream of society’s activity 

· Some groups feel alienated from, or even suspicious of, the organisation that is consulting them 

· Some communities are geographically isolated 

· Some people have no permanent address 

· Some people are living with a long-term illness 

· Some people are out at work all day 

· Some people may just not be interested in being consulted by public bodies

Why try to make your consultation more inclusive?  

· Consultation exercises often need to find out the views of an accurate cross-section of the population as a whole. 

· Your service may already know that it is not reaching a certain section of the population and you want to know why. 

· Different sections of the community, particularly minorities, may have needs or views that are different from those of the majority and, if they are not consulted effectively, these needs or views may remain invisible.

There are many documents, booklets and websites designed to help you consult with hard to reach groups. The following sites are very useful:

"Listen Up effective community consultation" - The Audit Commission - http://www.audit-commission.gov.uk

"Creating Partnerships with People" citizen, services and effective involvement Good Practice Guide. Camden Council. – http://www.camden.gov.uk
Black and Minority Ethnic Communities
Ethnic minority communities can be extremely diverse; so don’t make the mistake of thinking of this group as a whole with similar views, expectations or wishes. There are some local organisations and workers involved with people from B.M.E. communities, but not all sections of this diverse group will have a voice or representation.

One way of reaching individuals is to engage with workers and organisations to encourage people to get involved. Successful consultation can be a way to encourage people not currently using services to try them.  

Small, local representative groups can become ‘fatigued’ by over consultation by agencies. Be aware that many workers may approach groups or key individuals for help. They may not always be able to respond positively and this should be respected.

Useful resources
· Faces of Britain a cultural guide” by Avon & Somerset Constabulary (Burleigh Press) http://www.avsom.police.uk
Gay Men and Lesbians
It may be difficult to consult with some groups because they are not readily identifiable or do not wish to be identified. Gay men and lesbians do not necessarily perceive themselves as having different needs from the rest of the community for most local services. But for some issues, such as specialist healthcare and policing, they may feel they do have specific and specialised needs.

Local support networks that exist may be interested in taking part in consultation exercises, providing these are done with respect and in confidential circumstances.

People with Physical Disabilities
Access audits, which can be useful to consider especially when looking at venues for meetings or events. 
Contacting under represented groups

· Do your research before making contact, there is a lot of information around, make use of it 

· Try to make contact with groups of people either directly or through link workers 

· Take advice from experts (users, workers etc) about the best way to approach the consultation exercise 

· Be sensitive and act in a responsible manner at all times 

· Be respectful 

· Be patient 

· Be creative to get better results

Qualitative versus Quantitative Consultation Methods
What’s the difference between quantitative and qualitative consultation?
Well, sometimes there is little difference in the method of consultation used, just the implementation of that method. For instance, you can do door to door surveys using a set questionnaire with a tick-box approach or using a prompt sheet that encourages participants to explore questions and give more in depth answers. The first method would be quantitative, the second qualitative.

	Quantitative
	Qualitative

	Citizens Panel
	Postal Surveys

	Telephone Surveys
	Questionnaires

	Public meetings
	Door to door

	Staff Survey
	Face to Face Interviews

	Focus Groups / other group work 
	Street interviews (rapid appraisal) 

	Listening Day 
	Participatory Appraisal 

	Community events/planning for real 
	


Generally (and there really are no rules about this) - 

Quantitative consultation is useful to get an overview of your services from a large sample of the local population or staff group. Quantitative consultation is usually more statistically sound than qualitative work. Quantitative work is generally thought to be easier to analyse.

Qualitative consultation provides a more in-depth analysis of an issue or subject. Qualitative work usually involves a smaller sample but gives a lot more information. Qualitative work is generally thought to be more difficult to analyse.

Questionnaire versus Prompt Sheet
· Questionnaire for participants to complete themselves 

· Use guidelines for good practice in questionnaire design 

· Use a design software package for ease of analysis

· Prompt sheet when you are going to ask the questions 

· Keeps questions more open, ability to react if there’s a particular issue or concern 

· Room to add lots of dialogue not just "Yes" or "No" answers longer to analyse but often more useful information

"The real value of qualitative research is that it allows insights into the attitudes and reasons for these attitudes, which could not be probed in as much depth with a structured questionnaire. However, it must be remembered when interpreting these results that they are not based on quantitative statistical evidence. The findings are based on a small sample and therefore, are designed to be illustrative rather than statistically representative./ In addition, it should be remembered we are dealing with perceptions and not facts."
Best Practice Review for Kent County Council Youth and Community Services MORI social research January 2000.

WHAT METHOD TO USE?  There are pros and cons to all methods of consultation. 

Face to face interviews / Street interviews (rapid appraisal) / Door to Door - gives excellent qualitative information, able to explore subject in great detail, can get lots of responses in short space of time.

Postal Surveys / Questionnaires - can provide good statistically sound information if sent to large number of participants.

Focus Groups / other group work - opportunity to explore a subject in dept with small group of participants, special interest group etc.

Telephone Surveys - ability to approach people on random basis if done as part of a call centre approach, or to a target group as a follow up to other work. Can give good results, especially if questions kept short.

Listening Day - good opportunity to open up a service to users and potential users.  Opportunity to meet and listen to people in an informal setting.

Public meetings - opportunity for services to meet with local people and present information.  Can be difficult to manage, cause tension etc.

Community events / planning for real - opportunity to meet with local people and present information in a less formal setting.  Can give good results but need lots of organisation.

Staff survey - don't forget staff when undertaking consultation, they can be an excellent source of information and will probably respond to questionnaire based surveys.  Try using e-mail.

Participatory Appraisal - good involvement by local people in innovative and creative consultation methods.  Can reach people workers would not be able to reach.  Gives excellent, qualitative and quantative results.

Web-based / interactive consultation - the way forward?  Everyone is being encouraged to use the internet for their consultation work.  Salford City Council's "Have Your Say!" pages enable local people to take part in consultation via the internet.

Sampling
What is it? How do I do it?
There is much talk about “sampling”, especially within quantitative methods of consultation like questionnaires and surveys. Sampling means trying to ensure that you get a fair cross section of your population in your exercise and enough people to make your work robust. For instance, it is generally accepted that it is easier to get the views of middle aged, middle class women than any other group. This is probably because this group tend to respond to surveys, take the time to inform themselves on current issues and have good reading and writing skills to take part.

It is also generally accepted that it is most difficult to get the views of young men the 14 to 25 age group who are unlikely to be “turned on” by the idea of filling in a survey! You would need to be more creative to get the views of this group of people.

What is a sample?
The first step in drawing together a sample is to have a profile of the population (sometimes called the sampling frame). Usually this will not be a perfect profile but it may be all you have. For instance the electoral role is often the only source of such information but some people do not register, including children and the under 18’s. Sub-groups can then be identified within your profile, by gender, age, ethnicity, geographical location etc. You often have to use whatever information you can get hold of, so be honest about any shortfalls in your information in any report of your consultation and explain any ways you have tried to overcome the problems identified. 

Random Sampling
This method uses chance to try to ensure that a sample will have the same characteristics as the population. For instance, if the population size is 5,000, then 500 people would be chosen randomly (say by allocating a number or by computer generation). You may need to check your random sample as you go along and make calculated alterations to ensure a better sample of your population. This is called Educated Guesswork!

Stratified Sampling
With this method, the population is divided into sub-groups so that your sample has the same proportion of each of the sub-groups. For instance, if you knew reasonably accurately (say from the census) the proportions of each age group in the population, then you would select a sample to ensure it had the same proportions. 

Quota Sampling
You may have carried out your consultation exercise and upon initial analysis discover that you are short of one sub-group’s views. You may decided to target this group, say by stopping people in the street or visiting a particular community group where you know members of this sub-group meet. This means your selection won’t be random and therefore runs the risk of various sorts of bias (such as the interviewer tending to pick out certain sorts of people). Again, you will need to be explicit about why you used this sort of method in any final report.

Sample Sizes
When selecting any sample it is likely that some people will not respond or want to take part in your consultation exercise. This means that more people must be approached than are finally required. It also means that responses received may be biased. For instance, with a postal survey, there may be an under-representation of people who have literacy problems, who are not active or interested in the community or whose first language is not English. Some biases can be corrected against by using the Quota Sampling method discussed to boost your sample. 

Often the best way to ensure your sample is representative is to be creative about your consultation. Over reliance of questionnaire type feedback will present sampling problems over and over again. Using more interactive consultation methods will overcome some of these problems for instance, community events, user group feedback, “listening days”, planning for real techniques, focus groups, fun days, on the-street interviews.

Giving Feedback

Feedback the results of the consultation and your action plan as quickly after the exercise as possible. Giving feedback to the people who have participated in your consultation exercise is not only good practice, it is good manners, a good P. R. exercise and good for building up your relationship and reputation with local people.

Try to incorporate feedback as part of your initial planning stage for your consultation as it can take time and resources to undertake feedback properly.

When giving feedback BE HONEST! People are usually very realistic in their expectations and will understand the restraints your service may be under if they are told about them. Just ignoring an issue that has been raised because you cannot tackle it is not good enough and can lead to cynicism amongst the people you have consulted.

· Feedback can be done in a number of ways depending upon your initial choice of consultation method 

· Postal feedback letter or short newsletter style useful for postal questionnaires. Can be used to feedback to participants of a public meeting or focus group where names and addresses have been collected 

· Group feedback / presentation style to community groups or focus groups where appropriate (maybe where names and addresses were not collected to encourage participation by anonymity or where you need to keep a group of people on board with a project) 

· By poster in local supermarkets, shops, community centres, schools or in council facilities like libraries, leisure centres etc a simple "you said this, we did that" approach can work 

· By newsletter / poster through doors, perhaps for a small geographical area.
· In local newspapers if possible; some papers are interested in this type of story.
“Source for Consultation Methods Partner In Salford, Manchester”

Many consultations are carried out by different organisations and departments, often by private consultants on an organisations behalf. These consultations are often done in isolation from each other with data rarely being shared by different organisations. Research has shown that local people:

· Want to have a voice 

· Are being asked the same questions again and again 

· Rarely get any feedback 

· Are becoming cynical about our motives

(Source partners In Salford)

A recommendation for consultation in Lincolnshire would be to provide an online library of key consultation findings in Lincolnshire with contact details for further data so that information can be shared by different organisations. This could also include a forward planning calendar for consultations to increase opportunities for joint working with other organisations and departments.

This would fit with the recommendation of a Voluntary and Community Sector Forum for Lincolnshire. A specific web page could be used to display the calendar and online library of consultation in the county. This Information could be collated by the proposed VCSF worker, to form the online library and forward planning calendar for consultation activity in Lincolnshire. This would fit with the recommendation for ICT Consultation Tools. 
Benefits to member organisation of the VCSF and to statutory organisation in using such a library:
· Save resources by using data that already exists rather planning an unnecessary consultation 

· Save resources by jointly planning future consultations with a partner organisation 

· Discover issues raised by local people from another organisation’s consultation that may relate to your services 

· Learn from other organisations about how to improve your own planned consultations and share lessons you have learned

Partnership working would be essential, as this facility would only be effective if organisations share information with others.
Organisations would be required to submit your consultation findings for other users to view. 

In order for a library of key consultation findings to be successful, member organisations help would be needed. Consultation information and findings would have to be submitted to the website. By sharing information partnership working can be assisted by:

· Enabling partner organisations to be better informed to deliver more effective public services 

· Saving unnecessary consultations being carried out hence conserving public resources 

· Assisting your consul tees by making their concerns more well known about issues that are out of your control to organisations who can help 

· Helping to ensure local people are not asked the same questions again and again 

· Helping to strengthen and develop trust with local people by ensuring that their views are also valued by others
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